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ds CHAPTER 1 


INTRODUCTION TO CONTINUOUS IMPROVEMENT 


l.1. TOTAL QUALITY MANAGEMENT PHILOSOPHIES 


IE hog NEED FOR IMPROVEMENT 

The construction industry is experiencing increasing 
competition, rising legal cost related to cost overruns 
and schedule delays, and decreasing profit margins. These 
symptoms are forcing many construction companies to 
realize that fundamental changes in the way they conduct 
business must be made if they are to remain competitive. 
Consequently, many construction companies are beginning 
to adopt the methods and ideas of Total Quality 
Management (TQM) used by many manufacturing companies to 
improve the state of their industry}. TOM management 
techniques have been successful in manufacturing, 
service, and most recently in construction industries. 
Three Japanese contractors have earned the coveted Deming 
Prize for quality improvement since the mid-1970s?. This 
progress was made despite the fact that construction 


projects are a unique one time process. 


I"Quality Management Organizations and techniques", 


Consturction Industry Institute, Source Document 51, (Aug 
Oo) "٤۹ 
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ER TOM_FUNDAMENTALS 

TOM is a complete management philosophy with the 
fundamental objective of achieving customer satısfaction 
through continuous improvement of performance at all 
levels. TOM management philosophies promote teamwork, 
continuous process improvement, customer and supplier 
involvement, innovation, training, and education to 
achieve customer satisfaction, cost effectiveness, and 
defect free work. Continuous improvement of any 


company's performance measured in the basic terms of 


quality, cost, and schedule will eventually lead to 
customer satisfaction. Customer satisfaction will lead 


to a competitive edge. 

The Japanese were the first to use modern TOM ideas 
in the early 1950s to transform their war torn nation 
into a global economic power. These concepts were 
developed from the teachings of Dr. W. Edwards Deming and 
Dr. Joseph M. Juran. The integration of a bedrock 
philosophy of management and statistical methods is the 
basis of the Deming management method?. Both Deming and 
Juran emphasize that the systems and processes, through 


which work is done, cause 85% of the problems encountered 


¿Mary Walton, The Deming Management Method, (New York: 
The Putnam Publishing Group, 1986), p. 33. 





in any organization, and that statistics can be used to 
control these systems. The company's workers are 
responsible for the remaining 15% of the problems (called 
Bue 85/15 rule). For example, a construction worker 
cannot perform a quality job when given faulty plans, 
poor instructions, or shoddy materials. Since upper 
management controls the systems for the performance of 
work, improvements can only be made when management 
embraces the obligation to improve the system not the 
workers. Management must encourage teamwork at all 
levels to identify and remove system problems; thereby, 
improve quality, decrease cost, and improve the 
productivity of each process. Deming illustrates the 
benefits of TOM through the chain reaction? shown in 


Figure 1-1. 
Improve - Cost decrease because SL less = Improve 
quality rework, fewer mistakes, fewer productivity 
delays, and better use of 
machine time and materials 


Increase - Stay in ™ Provide jobs 
market business and more jobs 





Figure 1-1 The Deming Chain Reaction 


“W. Edwards Deming, Out of the Crisis (Massachusetts 
Institute of Technology Center for Advanced Engineering 
Study, Cambridge, Mass, 1986), p.3 





In 1979, Philip B. Crosby joined Deming and Juran in 
promoting quality consciousness through the publication 
of "Quality is Free." He provides a fourteen step 
quality improvement plan that begins with gaining an 
appreciation for what quality means, and for what the 
true "cost of quality" is in terms dollars. He contends 
that quality is conformance to requirements (not 
goodness), and that the only cost associated with quality 
1s the cost of doing things wrong. Undoubtedly, it ais 
always cheaper to meet the requirements right the first 
time’. The cost of quality is the cost associated with 
quality management activities (prevention & appraisal) 
plus the cost associated with failure. He uses the cost 
of quality to convince top management of the need for 
quality, and to provide a basis to track the progress of 
quality improvements®. 

Although TQM approaches differ, they all entail a 
cultural change where attention is focused on meeting the 
customer's requirements through continuous improvements 
in performance. The cost of implementing quality 
activities in the construction process is not cheap. 
However, as the quality of the construction process 


Philip B. Crosby, Ouality is. Free, (New York: Mentor, 
ea OS 
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(scoping, design, procurement, construction and start-up) 
improves, the cost associated with failures decreases 


(fewer change orders and delays, less rework and shorter 


schedule). The goal is to minimize the "cost of quality" 
(cost of failures), and maximize the return on 
investment’ (cost of prevention and appraisal). Since 


TOM approaches are geared toward the manufacturing 
industries, construction companies must modify these 
approaches to compensate for the difference between the 
two industries?. The TOM method chosen must be well 
thought out and tailored to meet the specific needs of 
the organization, and must contain the following 
fundamental TOM elements: 

Top Management Commitment and Leadership 

Training and Education 

Teamwork 

Customer and Supplier Interaction 


Process Measurement and Analysis 
Continuous Improvement 


NUS WN EF 


™Cost of Quality Deviations in Design and Construction", 


Consturction Industry Institute, Publication 10-1, (Jan 
ICID 23. 


"Cline Soucre Document Sl, p. 29. 





IS: TOP MANAGEMENT MMITMENT AND LEADERSHIP 

Quality improvements can begin only after top 
management admits that problems exist, and that 
improvements are necessary. Since top management 
controls the decisions and funds that define the systems 
causing 85% of the problems (85/15 rule), management must 
acknowledge that they need and want to improve. This 
admission creates a corporate environment where problems 
can be identified, analyzed and corrected through an 
integrated team effort. 

Top management must provide leadership and direction 
by: (1) adopting a new philosophy about quality, (2) 
developing a method for measuring quality performance, 
and (3) implementing a well thought out TQM plan for 
achieving improvements. Crosby suggests that companies 
should define where management stands on quality through 
a company policy statement?. Likewise, Deming calls this 
commitment to quality "constancy Of purpose. "10 
Management needs to demonstrate a genuine concern for the 
people of its organization in order to gain their 
support, commitment and participation in these new 


methods. A prerequisite to gaining the commitment of 


Crosby, p. 149. 
10Deming, p.24 





people is the elimination of adverse relationships and 


fear tactics SO typical in today's construction 


environment. Deming states that, for better quality and 
productivity, people need to feel "secure." He notes 
that "secure" means to be "without fear."”?!! A 


construction environment where workers are without fear 
of bringing up problems, asking questions, and expressing 
ideas is ripe for improvement. | 
I. TRAINING 

Under TOM, ve ne is responsible for improving 
quality. Consequently, appropriate training at all 
levels is essential to the success of a TQM plan. Basic 


instruction should include the fundamentals of the 


company's TOM approach, team problem Solvang, 
interpersonal communications and interaction, and 
rudimentary statistical methods. The training effort 


should be planned and tailored to fit each level in an 
organization, and its effectiveness should be measured 
and carefully tracked. Training must be a company 
priority, if continuous improvements are to be made. 
Training and education plans also should consider that 
quality improvements may mean fewer people, and that it 


ls necessary to train these people to fill other 


Deming, p. 59. 





function. Deming emphasizes that management must make it 
clear that no one will lose their job because of 
improvements in productivity!?. Education and retraining 
is an investment in people that will have long term 
benefits for the company, industry, and individual. 
Masaaki Imai, a noted Japanese quality expert said that 
"quality starts with training and ends with training."!? 
INED. TEAMWORK 

TOM activities involve everyone in the company, 
managers and workers alike. Teamwork is necessary to tap 
the vast resource potential of the labor force, and to 
develop cross functional cooperation that breaks barriers 
both horizontally and vertically within an organization. 
As teamwork spreads from one department to the next, 
interrelations, communications, and understanding 
strengthens the organization at all levels. When all the 
people of an organization become focused on a common 
goal, a cooperative climate develops where problems and 
causes are identified through teamwork. 

The company's quality team organization is the 


structure for teamwork. Quality teams provide the 


l2Walton, p. 84. 


13Masaaki Imai, KAIZEN The Key to Japan's Competitive 
success, (New York: Random House Business Division, 
SED DBD SE. 





organizational structure necessary to implement the TQM 
continuous improvement process. Chapter Two will expound 
on procedures for team problem solving techniques. 

219.6: CUSTOMER AND SUPPLIER INTERACTION 

If we are to achieve customer satisfaction, we must 
both understand what the customer needs, and be receptive 
fe feedback about how well we have performed. 
Implementing feedback improvement ideas decreases the gap 
between the customer's needs and present process 
performance. Similarly, we should ensure that we 
express our needs and feedback to our suppliers. Every 
organization, department and individual involved in any 
process will play the roles of customer, processor, and 
supplier. Juran calls this phenomenon the triple role 
conceptii. Figure 1-2 demonstrates the triple roles 
played by parties of the construction process. 

In Figure 1-2, the Owner is the ultimate project 
customer. However, when he communicates his 
requirements, decisions and feedback, and provides 
funding he becomes a supplier to both the A/E Firm and 
the Constructor. Upon receipt On the Owner's 


requirements (input) the A/E switches roles from a 


14Joeseph M. Juran, Juran on Plannning for Quality, ( New 
York: The Free Press, 1988), p. 17. 
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customer to a processor, and processes the plans and 
specifications (output). The Constructor, can then 
transform the input (plans and specifications) into a 
complete facility (output) that meets the Owner's 
(customer) requirements. 

In each process, one must be aware of the needs of 
both external customers, and internal customers. 
External customers are external to the company; whereas, 
internal customers are within the company. Everyone 
invovled in the process needs to understand their 


customer's requirements, and know how their work affects 


others, and how others affect their work. The 
performance of the "suppliers" involved in the 
construction process, ۶" omg owners, designers, 


constructors, vendors and labor force, depends not only 
on their own skills and desires to work, but also on how 
well they understand their internal and external 
customer's needs. 

A recent Construction Industry Institute study 
determined that the cost of quality deviations on nine 
industrial projects averaged twelve percent of installed 
project costi’. Deviations occur when the work product 


l5'Measuring the Costs of Quality in Design and 


5676۲2۶076۲7601 Constructio Industry Institute, 
Publication 10-2, (May 1989) p. 1. 
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fails to meet the requirements. Owners, designers, 
constructors, vendors and labor force should realize that 
they share a mutual win-win incentive for joining efforts 
and commitment to reduce the cost of project deviations. 
As demonstrated in the Deming Chain Reaction, commitment 
to quality improvement in construction will lead to 
decreases in construction cost, increases in productivity 
and profit margins, benefits to humankind in terms of 


better facilities, and more jobs through investment of 


savings toward future projects. In short, everybody 
wins. 
Bu. PROCESS MEASUREMENT AND ANALYSIS 


Before we can improve the quality of any process, we 
must have a method of measuring current performance. A 
process is the series of actions, methods and procedures 
directed to the achievement of a goal. Measurement of 
process performance will enable us to base decisions 
about the process on solid data rather than hunches. The 
system of measurement should consist of a unit of 
measurement and a sensor!$. 

The unit of measurement is a defined amount of some 
quality feature that both expresses the customers needs, 


and permits evaluation of the process. The sensor 


Hural p.~ 70. 
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provides the method for collecting the data in terms of 
the unit of measure. Quality features are measured to 
provide a basis for improvement, not to provide a basis 
for pointing fingers and finding fault. 

The TOM problem solving process uses fundamental 
statistical methods as a tool to interpret and control 
the current performance of a measured process. Through 
properly interpreted statistical data, a manager can 
begin to pinpoint the causes of problems. With an 
understaning of problem causes, the manager can control 
the amount of variance in the process, and implement 
improvements. 

Fach construction project is a unique, dynamic 
process typically spanning over several years; whereby, 
ideas are transformed into a facility when the work 
accomplished in sequenced phases (Scoping, Design, 
Procurement, Construction, and Start-up) is supplied to 
the next phase. It is well accepted that the decisions 
made in the early scoping and design phases have the 
greatest influence on project cost and success as a 


whole!’. Consequently, TQM efforts to measure and improve 


"Input Variables Impacting Design Effectiveness", 


Constrution Industry Institute, Publication 8-2, Jul 
ROB) sD ex ors 
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the performance of these early phases will have the 
greatest potential rewards, and must be done. 

However, some errors, omissions and mistakes in 
scoping and design phases are often times not discovered 
until several months or years later in the project 
process, during the construction and start-up phases. 
When we measure the performance of latter project phases, 
we are measuring all phases of a project both early and 
latter. The scoping and design constraints found during 
construction and start-up phases should be feed back to 
the suppliers of these inputs for future improvements. 
Unfortunately, due to the unique, sequenced nature of the 
project process, these improvements will generally come 
to late to improve the current project. These 
improvements, however, can be maintained to improve the 
overall performance of future projects that the Owner, 
Designer and Constructor undertakes. The dynamic nature 
of the construction process reinforces the need for 
customer and supplier interaction, Process measurement 
and continuous improvement. Chapter Two and Four present 
a system for measuring and statistically examining the 
performance of on-site construction activities/processes 
as a basis for continuous project quality and 


productivity improvement. 
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PS CONTINUOUS IMPROVEMENT 
TOM is a customer driven strategy based on continuous 


improvement in performance measured in terms of quality, 


cost, and schedule. Constant improvement occurs when 
management takes steps to ~ (1) maintain and 
incrementally improve current ËG Ë and methods 
through process control oriented thinking, and (2) 


support major innovations with sufficient time, energy 
and money. A manager satisfied with the current status 
quo is sure to fall behind the competition. 

The key to achieving incremental improvements is 
process Control and improvement. Each on-site 
construction activity is a distinct process with defined 
procedures for the management of construction inputs 
(people, skills, materials, tools, equipment, 
information, place and energy), and with defined 
construction methods for transforming the inputs into an 
output that meets the project plans and specifications 
(requirements). Figure 1-3 shows the Triple Role/Input- 
Output diagram for on-site construction activities. 
Field Management is the customer of the activities units 
of work in place, and the Labor Force is the customer of 


the construction inputs. 
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Figure 1-3 Juran's Triple Role Concept for On-Site 
Construction Activity Process 
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Continual improvement in the quality of on-site 
construction activity procedures and methods aimed at 
better satisfaction of the customer at the next stage 
will result in less rework, fewer delays and mistakes, 
and better use of construction inputs. Consequently, 
constant improvement in the quality of the construction 
activity process leads to decreased cost of quality and 
increased productivity. Quality in construction is 
associated not only with the materials and final product, 
but also with the way people work, the way tools and 
equipment are operated, and the way systems and 
procedures are dealt with. 

Improvements in quality will lead to increased 
productivity, the only question is where to begin the 
improvements. Solving today's crisis only to fight a 
similar battle tomorrow, or eliminating an irritant is 
not improving the process; it is simply putting out 
fires. Only through process-oriented thinking and 
Statistical analysis can we begin to understand the true 
causes of problems. When we understand the nature of the 
causes, we can expend effort to improve the process. 

Process-oriented thinking is achieved in construction 
when- (1) we place as much emphasis on the process of the 


construction activity as we do on the results, and (2) 
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when we learn to recognize the difference between the 
symptoms and the causes of problens. The construction 
industry is results oriented. All too often, contractors 
bid projects based on estimates, measure the difference 
between the estimated and actual cost, and if a negative 
balance (symptom) exits, we attempt to justify our 
mismanagement on hunches. Rarely do we invoke process- 
oriented thinking to search for the real causes of the 


problems that lie within the process. 


1.2. DEMING /SHEWHART PDCA CYCLE 


The Deming/Shewhart Plan-Do-Check-Act (PDCA) Cycle!t 
shown in Figure 1-4 is an essential tool for achieving 
process improvements, and ensuring that the benefits of 
improvements last. The "Plan" is a complete study of the 
current situation, during which- (1) data is gathered, 
(2) problems are analyzed using statistical methods, (3) 
causes are identified, and (4) solutions are planned. 
The "Do" is the implementation of the planned improvement 
on a pilot scale. The "Check" is the verification and 
confirmation that the plan achieved the desired 


improvement without adverse side effects. es NET 


18Deming, p. 88. 
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means Eo prevent recurrence or the problem by 
Standardizing the improvement as a new practice to 
improve upon through the next plan step. "The PDCA Cycle 


goes round and round!?." 


| DEMING/SHEWHART PDCA CYCLE 


> 


CORRECTIVE ACTION AS EE UNES 
NECESSARY, STANDARDIZE s ات‎ E ہے‎ 
THE IMPROVEMENTS, AND ZF - 

FEED FORWARD TOTHE/ = 

NEXT PLAN. 


PROGRESS 


VERIFY THE RESULTS IMPLEMENT THE PLAN 
OF THE PLAN ON A SMALL SCALE 





Figure 1-4 Deming/Shewhart PDCA Cycle 
By continually turning the PDCA Cycle, both managers 
and workers are constantly challenged to reach new 


heights of improvement. Figure 1-5 demonstrates how a 


e marn paN 
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proposed solution becomes a standard?’ to prevent a 


recurrence of the problem. 


PDCA CYCLE] 
DATA GATHERING & 
DEFINITION OF PROBLEM 
ANALYSIS OF PROBLEM 
IDENTIFICATION OF CAUSES 


PLANNING SOLUTION 
IMPLEMENTATION 


CHECK VERIFY RESULTS 
STANDARDIZATION 





Figure 1-5 Standardization of Improvement 
The remainder of this report describes how to apply 
the PDCA Cycle to improve the quality and productivity of 


0n- Site construction activities: 


20Tmai, p. 76. 





2 CHAPTER 2 


PLAN 


4 Ae PEORLE SAND PDGA FOR PRODUOTIVITY=TIMPROWEMENT 


Successful on-site construction productivity 
improvement programs embody the blending of "people" and 
"techniques." TQM philosophies presented in Chapter One 
are the basis of the "people" side of a productivity 
improvement program. The "people" aspects of TQM create 
an environment where commitment to improvement and 
teamwork thrives. Remember, this commitment can only be 
generated after top management successfully demonstrates 
a sincere concern for people at all levels, and removes 
the barriers that create adverse relations so common in 
today's construction climate. The "techniques" side of 
productivity improvement is based on a plan-of-action for 
the implementation of a step-by-step procedure to achieve 
improvement. The Deming/Shewhart Plan-Do-Check-Act 


(PDCA) Cycle provides a plan-of-action for achieving 


Productivity improvements im on-site 651136 5 
activities. 

Improvements are sought, found and implemented 
through the PDCA problem-solving process. The steps 


included in the "Plan" phase of the PDCA Cycle include 
21 
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(1) data gathering and definition of problem, (2) problem 
analysis through statistical methods, (2) cause 
identification and (4) planning for a solution. 
Management's ability to identify and plan solutions to 
problems that impede productivity is dependent upon the 
ease and accuracy with which feedback data from the field 


can be collected and interpreted. 


2.2. NEED FOR BETTER FEEDBACK DATA 





Pr. CURRENT METHODS OF OBTAINING FEEDBACK DATA 
Construction management generally employs both 
informal and formal data gathering methods for assessing 
the effectiveness of on-site construction activities}. 
The informal methods simply include the observations and 
feedback that management obtains through job-site tours, 
and informal "How is it going?" communication with 
project personnel. Although informal communication 
demonstrates management's concern and willingness to 
listen to the lower levels of the hierarchy, informal 
data gathering is often misleading. The labor force has 


learned not to be caught unproductive, and field 


‘Clarkson H. Oglesby, Henry W. Parker, and Gregory A. 


Howell, Productivity Improvement in Construction, (New 
York: McGraw-Hill Inc., 1989), p. 134. 
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supervisors often fear the possible repercussions of 
forwarding bad news to upper level management. 

Formal assessment methods most frequently used by 
construction managers are schedule and cost control 
reports. These formal assessment methods provide 
management with an opportunity to improve productivity 
through the application of the PDCA process mentioned 
earlier. Unfortunately, as pressure from a late schedule 
or budget overrun builds, management wıll often use 
schedule and cost control information to judge the 
performance of the labor force and field supervision. 
Instead of using this information for improvement, 
management may blame field supervisors EGIL poor 
performance, and hold them accountable tOr all 
deficiencies in the construction process. This is 
unfair, as many of these cost and schedule deficiencies 
are due to failures in the "system" for administrative 
project support. Delays or inadequacies in schedules, 
and tools, materials, equipment and information 
constraints lead to low levels of productivity and poor 
morale. Since field managers have very little control 
over administrative support functions that adversely 
affect their productivity, they will resent management 


Por sing “coste. control information for deciding 
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performance. To stay clear of management's pressures, 
field managers will often report less than accurate 
information. Altering of cost and work completed figures 
for accounts that are in trouble may be the only method 
field supervisors have for saving themselves from an 
unjust punishment. 

A cost control system incorrectly used may deceive 
rather that inform management, and lead to conflicts, 
less-efficient operations and strained relationships 
among project personnel?. Current formal assessment 
methods are results oriented rather than process 
Oriented. They may alert management when the project is 
behind schedule or over cost, but schedule and cost 
reports seldom provide management with hard data to 
Pinpoint the causes of the deficiencies in the process. 
LEM Za PROCESS ORIENTED FEEDBACK 

Before we can improve the quality and productivity of 
on-site construction activities, we must look for a 


different way of measuring the performance of the 


activity process. As shown in Chapter One, this system 
must provide a "unit of measure" anda "sensor." Also, 


the unit of measure should provide a standard for 


performance that expresses the customer's needs and 


2Oglesby, p 33. 
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provides a basis for improvement. Field Management has 
requirements for the quality, schedule and cost of each 
activity, while the labor force has requirements for 
proper support of construction inputs (see Figure 1-3). 
The next section will present a system for obtaining 
feedback on the performance of construction activity 
processes. This system entails a modification of current 
labor productivity measurement techniques to acquire data 
about the performance of construction activity procedures 
and methods. The modification entails the separation of 
time lost due to system delays from actual work-hours 
used to produce work in place. System delays are due to 
the procedures for support of construction inputs; where 
as, actual work hours are the result of construction 
methods. This modified productivity measurement system 
provides two units of measure, called "Crew True Unit 
Rates" and "Lost Time," that can be used as a basis for 
planning improvements in construction activity procedures 


and methods. 
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2.3. PRODUCTIVITY MEASUREMENT TECHNIQUES 





DE ACTIN TTY TI RAVE 
Since the major cost variable on a construction 
project 15S labor productivity, a contractor will want to 


measure work-hours and quantity of work in place as a 


major element of a cost control program. Labor 
productivity, also called activity "unit rate," is "work- 
hours performed per units of work completed. "4 The 


dividing of work-hour information collected from daily or 
weekly time cards by the units of work accomplished for a 
given Construction “activity enables management to 
evaluate the efficiency of an activity. Betivıry unge 


rates are typically reported in daily, weekly or monthly 


periods. 
A, LOST TIME AND CREW TRUE ENIT RATES 


Activity unit rates may contain the efforts of more 
than one crew, and contain all work-hours including those 
lost due to delays. AS sue, ucro VWs dificult “towtix 


responsibility when unit rate figures are less productive 


than planned. Unit rates should be calculated for each 
3"Project Control For 56671526۶۱16۲۰ Construction 
Industry Institute, Publication 6-5, (Sep 1987), pp. 6-7. 
*"Productivity Measurement: An INCLOU Eon} 
Construction Industry Institute, Publication 2-3, (Oct 


O wee 
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separate crew, and lost-time hours excluded from the unit 
rate calculation. Otherwise, the productivity of an 
individual foreman will suffer due to performance and 
delays beyond his control. By explicitly counting lost- 
time hours separate from work-time hours, contractors 
finally have the means of collecting data that points 
directly to methods that will improve construction 
mmeductivity> . Measurement of lost-time hours will 
enable management to identify problems in the system and 
procedures for administrative support of construction 
activities, and set priorities for corrective action. 
Crew "true" unit rates, (calculated by dividing the 
actual man-hours worked by the units OE work 
accomplished), provide a true measure of crew and 
construction method performance. The separation of 
actual work-time from lost-time allows a contractor to 
place responsibility, not blame where it belongs. 
Management must accept responsibility for time lost on 
the job due to "system" administrative support delays. 
Similarly, foremen must accept responsibility for their 


Sres true unit ratef. 


"Louis Edward Alfeld, Construction Productivity, (New 
Berk MeGrayw— Hille ine,, 1988), p. 65. 


0۹ ۹۹4۶ ھت" 
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COLLECTION OF DATA AND PROBLEM DEFINITION 
puc E COLLECTION OF DATA 
The amount of time lost due to delays can be measured 
through (1) Foremen Delay Surveys, (2) Work Sampling and 
(3) accounting of lost-time on daily time cards. While 
the first two methods have their merits, Alfeld’ has 
developed a clever method for counting lost-time hours. 
This is accomplished through a simple modification of a 
standard foreman's time card as shown in Figure 2-1. The 
foreman reports the total work hours expended on an 
activity by each individual on the crew. The foremen 
then sums the total payroll hours for each individual and 
reports this in the "Total" column. The next step is to 
sum the total work hours vertically for each activity, 
and report this quantity in the "Total Work 
Hours/Activity Code" row. The foreman then reports the 
amount of lost-time hours for each activity corresponding 
to the causes shown in the "Lost Time Hours" column. 
Subtract the lost-time hours from the "Total Work 
Hours/Activity Code" row to arrive at actual work-time 
hours for each activity. This modified time card 


will undoubtedly require more time and effort to 


TEE od 
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complete, and foremen may object to the added paperwork 
burden. Formen must be convinced that this information 
will be used to help solve their problems rather than be 
held against then. 
PROBCEM DEFINITION 

The modified time card provides for much greater 
accuracy and detail in reporting, and allows management 
to pinpoint and define the major sources of delay 
problems. System procedures for support of construction 
activities, are the main causes of delay problems. When 
properly applied, lost time reports will help foremen by 
focusing top management attention on constraint problems 
that prevent his crew from being productive. 

True unit rates can be measured for any activity. If 
comparisons are to be made with the project's estimate, 
then the activity should be consistent with the work 
breakdown structure or code of accounts of the project 
estimate®. Also, the units of measure used for reporting 
quantities completed should be consistent with the units 
used in developing the activity estimate. To ease the 
reporting process, these units should be simple, easy to 


identify and accurate. To be accurate, the level of 


EIT, Pilot west ton. 2-35, O.66- 
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effort to complete a unit of work in place must be 


constant through the entire duration of the activity. 


TIME CARD Eu aoe CODE 


Foreman: 

Crew Number: 

Date: 

Emplovee Name Total 






Total Work Hours/ 
Activity Code 


(-) Lost-Time Hours 

















10 Rework Design Error 
11 Rework Change Order 
20 Wait for Materials 









2lwait for Information 
22 Wait for Tools 
23 Wait for Equipment 
30 Other 


Work-Time Hours 


Figure 2-1 Foremen Time Card With Lost Time 
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Zn 1 ALYSI F PROBLEM THR H STATISTICAL REPORT 

Data gathered from the foreman's time cards and 
quantities completed reports are compiled daily or weekly 
to generate statisticl feedback reports. The generation 
and use of effective feedback reports sets the stage for 
identification of problem causes and corrective action. 
Feedback reports can take many forms, but they should be 
easy to interpret, timely, accurate and appropriate for 
the level of management intended. Figures 2-2 through 2- 
6 are sample statistical Pareto and Line Graph Charts. 
255 2 IDENTIFICATION CAUSES 

Lost time is a measure of managements effectiveness. 
The Lost Time Pareto Chart shown in Figure 2-2 pinpoints 
the source of problems in the project's system and 
procedures for administrative support. At a glance, 
everyone can see that the two or three largest bars shown 
in Figure 2-2 account for the majority of the Lost Time. 
This follows the Pareto Principle, which is the 
phenomenon whereby, in any population of factors that 
contribute to a common effect, a relative few of the 


contributors account for the bulk of the effect?. 


Juran 9 38:47 
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Figure 2-2 Weekly Lost Time Pareto Chart (Before 
Improvement ) 





Figure 2-3 Weekly Lost Time Pareto Chart (After 
Improvement ) 





So 


The value of a Pareto Chart is that it indicates the 
"vital few" Lost Time factors that are most prevalent, 
and therefore deserve concentrated efforts FOF 
improvement. The Lost Time Pareto Chart is very useful 
in drawing the cooperation of all concerned, and 
establishes a priority for corrective action. Experience 
has shown that it is easier to reduce a tall bar by half 
than a short bar to zero!. Figure 2-3 shows the 
potential for reduction of Lost Time if Field Management 
takes concentrated corrective action to reduce by half 
the bars for both rework due to change orders and waiting 
For materials. Removing administrative support 
constraints improves the construction activity process, 
and improves the productivity and morale of the work 


force. 


10Kaoru Ishikawa, Guide to Quality Control, (2d ed; New 
ork Asian Productivity Organization, 1982),.p. 45. 
ids 
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Figure 2-4 is a graphical display of a single crew's 
true unit rate productivity during the accomplishment of 
a single activity. With a little training, each foreman 
can easily develop manual line graphs for their most 
significant activities. Foremen can use the line chart 
of Figure 2-4 to pinpoint the occurrence of productivity 
fluctuations so that the causes of the fluctuations can 
be identified. Thus, good productivity methods can be 
standardized, and low productivity methods eliminated. 

Figure 2-5 is a line graph showing the Five Day 
Moving Average of the crew's productivity. Points for 
this line graph are obtained by averaging the true unit 
rate Productivity » Of the current day plus the 
productivity of the past four days- As the true unit 
rate data for the next day is obtained, that data is 
added to the existing data, and the data for the oldest 
or least current day is deleted. Moving averages can be 
averaged over any time frame (n days). The value of n is 
often selected to cover a work week (n=5) so that the 
productivity from each day of the week is always 


included". 


۶۶۷۲ Publication 2-3, p. 11; 
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Figure 2-4 Line Graph Chart of Daily Crew True Unit Rate 
Productivity 
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Figure 2-5 Line Graph Chart of Five Day Moving Average 
Productivity 
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Figure 2-6 Line Graph Chart of Five Day Moving 
Average Productivity (After Improvement of Method 
Process) 
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Moving average line graphs enable the Foreman to see 
the "trends" in his crew's true unit rate productivity. 
The value of trend data is that it enables the Foreman to 
predict the crew's productivity, and implement corrective 
action when the trends show a need for improvement. 
Thus, corrective action measures can be taken before it 
is too late. By understanding the relationships shown in 
trends, the Foreman can analyze the outcomes of changes 
implemented in activity methods. Changes in activity 
methods and procedures that produce positive results can 
be standardized, and changes that are ineffective can be 
identified, and eliminated. 

For example, an alert foreman who studies Figure 2-5 
can easily see from the Five Day Moving Average that his 
crew's productivity is progressively declining. He can 
study the Daily True Unit Rate curve to pinpoint the days 
where productivity was poor and good, and find the 
factors that caused the fluctuation. Once he understands 
the causes of productivity variance, he can work to alter 
crew methods to improve productivity. Figure 2-6 shows 
the potential improvements in crew productivity with the 
identification and elimination of productivity variance. 


This report will require extra effort by the foreman, but 
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it does provide the foremen a basis from which to make 


informed improvements in activity methods. 





ONSTRUCTION MPANY TOM OR IZATI 

A construction company's TOM Organization will depend 
upon the TOM approach selected, existing functional 
organization, and people involved. The purpose of the 
organization is to develop, communicate, implement, and 
monitor TOM efforts- The organization provides 
leadership and direction to ensure overall company 
quality improvement goals and objectives are met. 
However, the organization should be developed in such a 
manner that everyone in the company remains responsible 
to measure and continually improve quality within their 
area of responsibility. 

paca ly, a” TOM” organization will consist of an 
Executive Steering Committee, Departmental Steering 
Committees, Functional/Project Teams, Cross Functional 
Teams, and Task Teams. Each committee or team has a 
chairperson or team leader who is also a member of the 
committee/team that is one level higher T the 


organizational hierarchy. Thus, committees and teams are 
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interlocking through managers and supervisors so that 
improvement efforts can be coordinated?. 

Membership on a team is a part time job, except the 
chairperson of the Executive Steering Committee. The 
chairperson should be thoroughly familiar with TOM 
concepts and posses superior interpersonal skills. The 
Executive Steering Committee is composed of the companies 
top executive managers and departmental managers with 
horizontal lines of communication. Departmental managers 
are typically the chairpersons for the Departmental 
Steering Committee that is composed of the top managers 
of each operating group within the Department. These so 
called operating groups can be specific construction 
projects that the company 1s managing. 
Functional/Project Teams are composed of the key managers 
of operating groups/projects within a department. Cross- 
functional teams can be established at any level to 
address unique problems that cross functional boundaries 
(ese involve different work groups/projects or 
departments). Management at any level can commission a 
task team to address specific problems or opportunities 


for improvement. 


"Quality Management Organizations and techniques", 


Consturction Industry Institute, Source Document 51, (Aug 
So ہم‎ 
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The Executive Steering Committee establishes the 
priorities for major corrective action and improvement 
efforts that are in line with the company's overall 
goals. The Pareto principle discussed in section 2.5.2 
enables management at each level to focus attention and 
efforts on the biggest and most important problems first, 
then the next and so on. 

PROJECT TEAMS AND TASK TEAMS 

Implementation of prioritized corrective action and 
improvement efforts is carried out through the use of the 
PDCA cycle at each level within the construction 
company's organization. The scope of the implementation 
plans become more specific with each descending level in 
the organizational hierarchy. The greatest benefit of 
the team approach is the major gains in quality and 
productivity that result from the pooling the skills, 
talent, support, and ideas of a group to solve problems". 
A properly supported and trained team can efficiently 
tackle complex problems, and come up with effective and 
permanent solutions because the members of the team are 
closest to the problems. Consequently, project teams and 


task teams provide the greatest potential for improvement 


l4Peter R. Scholtes, The Team Han k, (Madison, WI: 
Joiner Associates Inc., 1988), p. 2-7. 
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of a specific 57676675 on-site 076 6 ٦ 
Productivity, 

The project team can use Lost Time data collected to 
define and analyzed problems in the project's system. 
The Lost Time Pareto Chart shown in Figure 2-2 can be 
Meee to, establish priorities for corrective action... The 
Project Team can then commission a task team to address 
specific system problems through the implementation of 
the PDCA problem solving cycle. Similarly, che project 
team should identify critical labor-intensive 
comes 7316۲1760 activities for True Unit Rate productivity 
measurement and analysis. The greatest return on the 
investment of time and effort to measure and analyze on- 
site activity processes through the statistical Line 
Graph and Control Chart techniques presented in this 
Report come from the selection of long duration 
activities that are: (1) very repetitive and have a short 
cycle time, (2) performed by small crews, and (3) 
performed on many projects that the construction company 
handles. Almost without exception, the most significant 
work-hour activities also will be significant schedule- 
duration activitiest?. The proper selection of activities 


for process analysis allows sufficient time for the 


Cit “Publacatwon 2-3, De 6. 
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statistical techniques to pinpoint opportunities for 
improvement, and allows improvements to be implemented 
and refined on future projects. Once the project team 
selects an activity for process (productivity) analysis, 
the team should commission a task team to address the 
specific activity. 

The job of task teams should be carefully explained, 
and their completion time specified!ó. Membership on task 
teams is assigned, and should cut across project 
organizational lines both horizontally and vertically to 
ensure that talents and knowledge required to solve the 
specific problem is present. Task teams can then use 
existing data and apply the PDCA problem solving process 
to develop and implement solutions and improvements to 
both the project's system and specific activity 
processes. The following are the elements of successful 
teams!’: 

(1) Management support: Project Team provides 
guidance through clearly defined team mission 


statement, secures resources and clears a path for 
task team. 


(2) Member participation: Establish ground rules 


to encouraged full participation. Trained 
16Philip B. Crosby, Quality is Free, (New York: Mentor, 


SOOO LI, 


l/Scholtes, pp. 2-39 -3-19. 





team should then brainstorm alternative solutions. 


implementation. 


facilitator helps to keep the team on track. Team 
leader, facilitator and members fully understand 
their roles. 


(3) Group training: Facilitator provides 
instruction in both humanistic (communications, 
group behaviors and decision procedures) and 
technical problem solving techniques (data 
collection, problem analysis, and solution 
development and implementation). 


(4) Teamwork: Team members appointed to team work 
closely with the problem/process under study. 
Ideally, each area and level of employees affected 
by the problem/improvements should be represented. 
Members should contribute their knowledge, 
expertise and participation at all meetings. 
Every team member can and should make a 
contribution to the project, and no one member 
should be allowed to dominate the discussions. 


(5) Problem Solving Approach: Team uses a well 
thought out PDCA improvement plan, along with 
group decision making, and basic statistical 


problem solving techniques to: 
- identify root-causes based on data 
- plan permanent solutions 
- implement solutions on small scale 
- verify results 
- standardize successes 
- refine improvement through next PDCA cycle 


PLANNING SOLUTIONS 


After a task team finds root-causes to problems, 


alternatives should be evaluated based on feasibility 


following questions: 


- Is the solution easy to introduce, implement, 
and maintain? 
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- What are the possible disadvantages, weaknesses 
or negative consequences? 

- Anticipated resistance to solution? 

- Will organizational culture support solution? 

- Skills, training and education required to 
implement solution? 

- Resources required (money, people equipment, 
tools, and materials) to implement training and 
solution? 


- How will change effect other processes? 

The overall best solution should be selected and its 
implementation planned. Success will depend on how well 
the task team anticipated the resources needed to carry 
out the changes, how much training and preparation 
everyone receives, whether key leaders lend their 
support, and whether the cultural environment ıs ready 


for the change??. 


18Scholtes, p. 5-45. 





o CHAPTER 3 


DO 

The successful implementation of a planned solution 
requires three primary elements: (1) management support, 
(2) worker support, and (3) education and training. Ie 
is always best for a task team to carry out a small-scale 
or pilot study of the proposed change before making it 
wide-spread. Upon verification (check) that the change 
produced the desired results, the task team can then act 
to secure the three primary elements required to 
implement the change on a full scale basis. 

Effective documentation and communication of 
successes with pilot programs is essential to winning the 
support of management and those affected by the change. 
Construction companies should have an established 
procedure for the review, approval, and implementation of 
task team solutions. The task team facilitator should 
assist the task team in developing a presentation to win 
project team support for the implementation and 
standardization of the solution on a project-wide basis. 
Improvements that prove to be successful on a project- 
wide basis and can be applied on a company-wide scale 
should then be reviewed by the company Executive Steering 


Committee. 
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Winning the support and participation of the work 
force involves communication and training. Teams 
implementing changes need to be aware of whom will be 
affected by the change, what jobs may be changed, and how 
people will be trained and qualified. People are 
naturally resistant to changes. This is why top 
management commitment and effective communication of the 
fundamental TOM elements described in Chapter One is the 
key step toward creating an environment where 
improvements are sought and welcomed. Quality 
improvement has no chance unless the individuals involved 
are ready to recognize that improvement is necessary!. 
Task teams must know and understand the ideas, questions, 
doubts, and fears of those impacted by the change. 
Keeping employees informed, and listening to their inputs 
is key to gaining their support and participation. 

Upon successfully gaining the support and 
participation for the change, the people who are going to 
be affected by the new standards must be educated. A 
superior must educate his subordinate on a one-to-one 
basis through the actual work. Once the subordinate is 


educated in this manner, the supervisor should delegate 


Bonn TD B Crosby. ja is Fr 


, (New York: Mentor, 
AO NES 
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authority to him and let him have the freedom to do his 
job. In this way, management creates a situation in 
which everyone is well-trained, can be trusted, and need 
not be supervised excessively?. 

If everything is done according to the methods 
explained above, implementation should pose no problem. 
However, the team implementing the solution must be aware 
of changing conditions, and verify (check) that the 


solution continues to produce the desired results. 


¿Kaoru Ishikawa, 1 Total 13 Control? ; 
MEnglewood Ela ES. oN. Prentice-Hall Inc. T985), Tp: 
65. 





4. CHAPTER 4 


CHECK 
4,1, PURPOSE 


All too often, Field Management implements plans and 
changes to the construction process without adequately 
checking to verify that the desired results are being 
achieved. Before one can check to verify that a change 
in procedures or methods produced the desired quality 
features, the required objectives, goals, and standards 
must all be clearly understood. In the case of on-site 
construction activity productivity, the desired quality 
feature is to achieve the planned production rate within 
the planned quality, cost, and schedule. This Chapter 
presents a technique for answering the question -"what 
and how should Field Management check existing activity 
processes?". 

Checking to verify that a planned and implemented 
process is meeting desired goals requires collection and 
analysis of process oriented data. As shown in Chapter 
Two, True Unit Rates and Lost Time provide feedback data 
on the performance of construction activity processes. 


What we must understand is that the performance of any 


48 





49 


process is affected by an unlimited number of causes!. 
As seen in Figure 2-4, a single crew's True Unite Rate 
productivity will be dispersed from day to day. In other 
words, there will always be variability in the activity 
productivity due to causes affecting the process. This 
variability can be expressed by a statistical 
distribution. When we check therefore, we must be guided 
by the idea of distribution. The most convenient tool 
for the check purpose is the three sigma control chart 
invented by Dr. W. A. Shewhart?. 

A control chart sends statistical signals, which 
detect the existence of a special cause of process 
variation, or tell us that the observed variation is due 
to the fault of the system. The system in which 
construction activities are carried out includes: (1) 
management styles, policies, and procedures for 
administrative support, (2) people (experience, skills, 
and motivation), (3) Safety considerations (4) weather 
considerations, and (5) customer and public relations. 
Special Causes are those that are outside the system, and 


lKaoru Ishikawa, 1 T 1 رس‎ n 17) 
(Englewood Cliffs, N.J.: Prentice-Hall Inc., 1985), p. 
204. 

“Did. 

JW. Edwards Deming, Qut of the Crisis (Massachusetts 
Institute of Technology Center for Advanced Engineering 
Study, Cambridge, Mass, 1986), p. 310. 
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can be attributed to a specific group of workers, 
specific machine, or to a specific local condition. 
Causes of variation that are the fault of the system are 
called common causes. Discovery and control of a special 
cause of activity productivity variation is the 
responsibility of the Foremen, and continuous reduction 
of common causes of variation is the responsibility of 
the superintendent. 

A stable process is one with no indication of special 
causes of variation, and is said to be in statistical 
7ت‎ 4. A construction activity process that is in 
statistical control can produce a predictable quantity of 
work in place at a predictable quality, cost, and 
schedule. In other words, management can confirm the 
capability of the activity process. A process that is in 
control also provides a basis for improvement through 
continuous reduction of variation. 


Control charts commonly used in manufacturing 


processes are the Mean-Range = = R) control charts -and 
the moving Mean-Range (BF - R) control charts. The moving 
۰تت‎ 1056 1s used by many organizations 
involved in continuous batch processes; such as, 


manufacturing of steel, aluminum, paints and chemicals. 


Deming, D: 321. 
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Detailed construction activities that are broken down and 
measured by a single construction product; such as, 
linear feet of pipe, or cubic yards of concrete placed 
and finished, may be thought of as batch processes. At 
the end of each day, the units (single construction 
product) of work in place can be measured for a detailed 
activity, and the True Unit Rate in hours/unit 
calculated. The remainder of this chapter describes a 
method of using moving Sages control charts to check the 
productivity performance of detailed on-site construction 
activities. 
4.2. MOVING MEAN-RANGE_ CONTROL _ CHARTS 

CHART CONSTRUCTION‏ وھ 

Two measures of a process are critical: its position 
(mean) and its variability (range)°. The control chart 
shown in Figure 4-1 provides a graph of the true unit 
rate productivity moving mean (7) and range (R) with 
control limit lines. The mean portion of the chart shows 
any changes in the mean value of the activity 
productivity, while the range portion shows any changes 
in the dispersion of the activity productivity. Range is 
a practical measure of process variationf. 


“Mal Owen, SPC and Continuous Improvement, (Bedford, UK: 
PES Publications, 1989), p. 103. 
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Process Control Chart (Moving Mean/Range) 


Description 
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Figure 4-1 True Unit Rate Moving Mean-Range Control 
Chart 
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The Limit lines inđicate the statistical dispersion 
of data, and show if special causes (abnormal situation) 
exist’. There are three kinds of Limit Lines: the Upper 
eeae ol iam t (VEL), the Central “Line (7 ox $2), and the 
Bewer. Control. Limit (LCL). The guidelines for the 
construction of control limits are based on the 
properties of the normal distribution curve shown in 
Figure 4-2. The wider the base of the distribution 


curve, the larger the variability, and the larger the 


standard deviation (s or O ). 





Figure 4-2 Normal Distribution Curve 


“Kaoru Ishikawa, Guide to Quality Control, (2d ed; New 
Kork: Assonobroductivity Organdieédeilon, 19982). p.62. 
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For any normal 00 6 3+۷۰ 99.73% of the 
readings/measurements fall with + 3 standard deviations 
(s, also called sigma 6) measured outward from the 
central line® (3). By rotating the normal curve of Figure 
4-2 so that the lines of symmetry are horizontal, the 
control limits showing three standard deviations and the 
central line are established. 

Control charts require three stages: (1) Measurement 
(2) control through process analysis to eliminate special 


causes, and (3) improvement once the process is in 


control. The measurement stage makes use of True Unit 
Raee productivity data to develop the moving z ~ R 
graphs. The control stage is the basis of the CHECK 


phase of the PDCA cycle. Once the activity process is in 
statistical control, the capability of the implemented 
process can be confirmed and verified. The improvement 
stage is the basis of the ACT phase of the PDCA cycle. 
Continuous improvement means gradually reducing the base 
of the True Unit Rate distribution curve over time when 
the curve is symmetrically on the planned productivity 
rate for the activity process (1.e., productivity in 


proper position). 


Owen, p. 106. 
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The True Unit Rate Moving E control chart shown 


in Figure 4-1 is composed of four primary sections: (1) 
administrative block, (2) moving True Unit Rate 7 graph, 
(3) moving R graph, (4) and the data block. The 
administrative block is used to document information 
about the activity, the crew and the methods used for 
future reference. The data block section is used to 
document the daily True Unit Rate dada, and the 
calculated moving = and moving R. 

In carrying out the initial process analysis study 
for the check phase of the PDCA cycle, at least 20 data 
samples are required. The measurement, calculation and 
plotting of the moving True Unit Rate = follows the same 
process as the Moving Average Productivity graphs shown 
in Chapter Two. As with Moving Average graphs, Moving 
Mean graphs can be calculated over any time frame (n 
days). The value of n is called the sample size. A 
larger sample size smooths out the form of the plot, and 
makes it easier to see the effect of any genuine changes 


in the activity process. In this example, the sample 


size of 5 days was chosen. Moving mean is obtained as: 
2 


x Il 
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The calculated five day moving mean for day 5 is 
(ets. 94+2.6043.54229)/5 = 2.9 hours/unit. For “each 
successive day, the first of the previous group is 
dropped, and the next in sequence 1s added. The true 
unit rate moving mean for the next five days is 
(2.9+2.6+3.5+2.9+3.2)/5 =3.0. Hours/unit, and so on. The 
moving true unit rate means are then plotted. 

The moving range also is determined based on groups 
of five. Range = x (Largest) - x (Smallest) for the 
sample size (group) of five days. The True Unit Rate 
Range for day 5 is (3.5 - 2.5) = 1.0. The Range for the 
next day is (3.5 - 2.6) = 0.9, and so on. The moving 


Range values are then plotted. 


ee ) ۰ 4+ 17 
The central line for the moving = graph is called the 
grand mean (7). The grand mean is obtained as: 
2% 
= Uu u where k is the number of samples. 
Therefore: 
So 
x = Tr 3.30 hours/unit. 


The central line for the moving range graph is 


LR 
obtained by: R= kx. Therefore: 


187 
R = 16 = p 
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The UCL and LCL lines are calculated through the 


relationship involving A5) and g. This relationship is 


such that 3 standard deviations (0) of 7 = Aog, where Az 


is a constant that depends on the sample size n°. 


Dheretore: 
UCLr EO A2R 
LCL- = 7 = A28 
UCLR= Dap 


LCLg- D3g; where D3 and D4 are also constants based 
on the sample size n. Values for A5, D3, and Dg can be 


found in any statistics book, and are also shown in Table 


4-1!%. For sample sizes less than 7, D3 does not apply; 


therefore, there is no LCL. 





Table 4- l 
Standard Statistic Constants 


Owen, p. 111. 
10Tshikawa, Guide to Quality Control, p. 68. 
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The calculation of UCL and LCL lines for a sample 


size of 5 and the data shown in Figure 4-1 is then: 
UCL = S.3 7ء‎ 3.98 hours/unit 


LCL = 3.3 - 0.5777 2.62 hours/unit 


UCLg- ے2‎ 1757 2.47 


These control limits are then drawn on the respective 
charts. 
E NTROL CHART INTERPRETATI 

The example process analysis shown in Figure 4-1 
shows that the activity process is unstable due to the 
existence of special causes (1.e., points outside the 
Control limits). A process is in a controlled state 
when: (1) all the points of the control chart will lie 
within the control limits, and (2) point groupings do not 
assume a particular form (nonrandomness) even though they 
are within the control limits!!. The tour most- common 
patterns of non-randomess are runs, trends, periodicity, 
and hugging of control line. A "run" is when seven or 
more points line up consecutively on one side only of the 
central line. A continued rise or fall in a series of 
seven or more points is considered a "trend." If the 
points show the same pattern of change; such as, rise and 


fall over equal periods of time, "periodicity" is said to 


HIshikawa, Guide to Ouality Control, p. 74. 
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exits. When points on the control chart stick close to 
the central line or to the control limit lines, it is 
called "hugging of the control line.” There is 
abnormality if 3 out of 7 or 4 out of 10 points lie 
within zones drawn as follows: 

(1) Zone next to the central line when a line is 
drawn between both the central line and the UCL, and the 
central line and the LCL. 

(2) Zone next to the UCL or LCL, when a line is drawn 
at two-thirds the distance between the central line and 
the UCL or LCL. 

Control charts enable management to determine if 
process variability is the fault of the worker or the 
fault of the system. The presence of special causes 
through any of the methods described above should alert 
the Foreman that specific activity methods, workers, 
tools or equipment may be the cause of the variance. The 
distance between the UCL and LCL limits corresponds to 
the base of the normal distribution curve, and is a 
measure of the amount of variance due to common causes 
that can be attributed to the system (i.e., management). 

Control charts can identify the existence of special 
causes, but they do not tell us the source of the cause. 


Therefore, it is vital that the Foreman directly 
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responsible for the operation investigate the abnormality 
quickly before the trail grows cold". The Moving True 


Unit Rate "۶۹٦١١ ۹ ٤۲ in Figure 4-1 shows that 


two points are abnormal because they lie outside the 
control limits. The low productivity (7) value of 4.0 
for day 13 is the mean True Unit Rate for days 9-13, 
while the high productivity value (7) of 2.4 on day 20 18 
the mean True Unit Rate for days 16-20. Therefore, when 
the Foreman searches for the cause of the abnormal 
variance, he must look at potential special causes that 
affected productivity during the five day period. 
Special causes that lead to low productivity should be 
eliminated, while special causes that lead to high 
productivity should be standardized. 

Continued identification and removal of special 
causes will eventually result in an activity process that 
iein Statistical control. However, simply because the 
activity is in control, does not assure that the 
resulting central line is in proper position (i.e., at or 
above the planned unit rate productivity). If the 


process grand mean as below the desired productivity, 


the Foreman and Field Management should work together to 


12Deming, p. 319. 
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implement changes to the activity methods. Improvement 
in activity methods can be achieved by: (1) elimination 
of operation steps, (2) combination of operations, and 
(3) reduction in operations. Take care during this 


adjustment to ensure that the changes do not send the 


process out of control. 





S CHAPTER 5 


ACT 





sd. INTRODUCE 

The Act process of the PDCA cycle involves four 
distinct steps: (1) methods improvement through reduction 
of inefficient operations, (2) corrective action to 
eliminate special causes of process variation, (3) 
standardization of solutions to prevent recurrence of 
problems and achieve process control, and (4) continuous 
improvement of the process. The first three steps are 
executed by the team studying the process in the order 
presented. Upon successful completion of each activity, 
the team applies another rotation of the PDCA cycle to 
constantly reach new heights in productivity improvement. 
As will be presented in the latter part of this chapter, 
continuous improvement of on-site construction activity 
processes requires the combined efforts of everyone 
associated with the project. The successful application 
of these four steps will achieve both immediate and 


permanent productivity improvements. 
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DLP. REDUCTION OF TINEFFICTENT OPERATIONS 

The first step that the activity task team should 
take is the reduction of inefficient operations. The 
objective of this step is to eliminate, combine, or 
reduce unnecessary steps in the activity process. In 
other words, work smarter not harder. Traditional 
productivity methods improvement techniques; such as, 
5-minute rating, process charts, flow diagrams, and crew 
balance charts should be used to help identify steps that 
are obviously inefficient. It is beyond the scope of 
this report to present these four techniques in their 
entirety; however, this topic is thoroughly presented in 
MPeoduetivity Improvement. ain Construction” by Oglesby, 
Parker and Howell!. Each of these techniques can be 
applied quickly to help the team define, communicate and 
improve the current process. The team must take care not 
pO cet "scuck on this - step. The goal is to use a 
traditional improvement technique to make immediate 
improvements in the process by simply reducing the most 
obvious sources of waste and constraints. The team 
should then implement the improvements (eliminate, 
combine, or reduce operation steps), and then measure the 


IClarkson H. Oglesby, Henry W. Parker, and Gregory A. 


Howell, Productivity Improvement jn Construction, (New 
York: McGraw-Hill Inc., 1989), pp. 171-239. 





64 


results to verify the success of the solution. The team 
has now reduced waste, improved productivity, and most 
importantly, defined the improved process. Further 
refinements can be made when the activity process is 
under a process analysis study. 
ES. CORRECTIVE ACTION 

We apply corrective action to eliminate special 
causes of process variation at the source of the 
problems. Chapter Four presented a method of analyzing 
an activity process through Moving Mean/Range Control 
Charts to measure and detect the occurrence of special 
causes. Upon detection of a special cause, the team 
responsible for analyzing the process must again apply 
the PDCA cycle and plan a solution. The team should then 
implement the solution on a small scale, and verify the 
results. Continual identification and removal of special 
causes of variation will eventually produce an activity 
process that is in a state of statistical control (i.e., 
no special causes exist). Once corrective action 
solutions have been checked as successful, action is 
taken to prevent recurrence of the problems by 


standardizing the improvement on an activity-wide basis. 
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STANDARDIZATION‏ سس 

As mentioned in Chapter Three, the standardization of 
a change on a wide-spread basis requires the support of 
both management and workers, and training and education. 
Solutions that improve the productivity of an activity 
process should be standardized for all crews working on 
Chal activity. Because of the fast pace of construction 
activities, this action step should be taken as quickly 
as possible. To reap the full potential of improvements, 
successful activity procedures should be sufficiently 
documented and publicized for use on future projects. 
Crews tasked with completing an activity similar to one 
previously studied and documented should be encouraged to 
implement the most improved activity process, and be 
challenged to develop further refinements?. The use of 
previously documented activity procedures works best if 
the construction company has an effective pre-planning 
program? to outline the procedures for on-site activity 


operations. 


¿Peter R. Scholtes, The Team Handbook, (Madison, WI: 
Joiner Associates Inc., 1988), p. 5-57. 


3Oglesby, p. 119. 
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3.2, CONTINUOUS IMPROVEMENT 
00 INTRODUCTION 


Once an activity process is in control and the 


PEOJductivity central line in proper position 
(productivity equal to original estimate or better), the 
improvement process can be pushed effectively“. The 


Project team, task teams, and workers should then 
concentrate on continuous improvement through two 
functions. First, to maintain and incrementally improve 
current methods and procedures through standardization of 


improvements, and reduction of sources of common cause 


variation. Second, to support and encourage innovative 
methods improvement efforts to achieve major 


technological advances in engineering and construction 
processes. Figure 5-1 shows how the responsibilities for 
these two continuous improvement functions are perceived 


in Japan>. 


“W. Edwards Deming, Out of the Crisis (Massachusetts 
Institute of Technology Center for Advanced Engineering 
Study, Cambridge, Mass, 1986), p 321. 

“Masaaki Imai, KAIZEN The Key to Japan's Competitive 
Success, (New York: Random House Business Division, 
1556(۳ 5: 
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Figure 5-1 Job Functions for Continuous Improvement 
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Figure 5-2 Effect of Incremental Improvement on 
Productivity 
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27270024 MA INTEN E INCREMENTAL IMPR E 

Maintenance refers to activities directed toward 
maintaining current technological, managerial and 
operating standards®. Incremental improvement refers to 
those activities directed toward improving current 
standards through reduction of sources of common cause 
variation. The key to maintenance is: (1) documentation 
of the current best standard operating procedures, (2) 
training on these procedures, and (3) review and revision 
of standards upon adoption of further improvements. 

Incremental improvement occurs when the project team 
looks up stream at the system and procedures of on-site 
construction activity processes, and identifies and 
eliminates the root-causes of variation common to 
everybody on the job. Control charts can be used to 
conduct a process control analysis. The purpose of 
process control is to detect any abnormality in a process 
once the process has been standardized’. 

Through the control chart, we use information 
provided by the process to constantly reduce the 


variability about the central line. The effects on 


éImai, p. 6 


Kaoru Ishikawa, Guide to Quality Control, (2d ed; New 
York: Asian Productivity Organization, 1982), p. 65. 
éMal Owen, SPC and Continuous Improvement, (Bedford, UK: 


IFS Publications, 1989), p. 99. 
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construction activity processes due to the reduction in 
common cause variation (administrative support 
constraints) can be tracked through process control 
charts, as shown in Figure 5-2. More often than not, 
root-causes of common cause problems can be linked to the 
management of the construction inputs at the beginning of 
the on-site construction activity process (see Figure 1l- 
ay. Removal of common causes due to the system is the 
responsibility of management. Again, the Lost Time 
Pareto Charts shown in Chapter Two can effectively focus 
management's attention to the "vital few" factors that 
present the greatest potential for improvement. Other 
traditional methods of gathering and analyzing data; such 
as, Formen Delay Surveys and work sampling? also may be 
used to fine causes of constraint problems. Although 
these techniques may provide faster data, the accuracy of 
Lost Time Data is difficult exceed. 

A task team should be commissioned to develop and 
implement improvements to each project administrative 
Support process that the project team identifies as a 
priority area for improvement. The individual worker can 
do nothing about common causes due to administrative 


support processes; however, he can often contribute to 


Oglesby, pp. 156-180. 
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improvements in the way his work is done through 
suggestions. As such, task team membership must cut 
across organizational lines both horizontally and 
vertically. 

Incremental improvements that improve a project's 
system and procedures of administrative support will 
result in less lost time, fewer errors and constraints, 
and increased productivity. These solutions should be 
tested and standardized on a project-wide basis. Upon 
verification of the successful standardization of the 
solution on a project-wide basis, the project team and 
company's Executive Steering Committee should determined 
if the improvement can be applied on a company-wide 
basis. Solutions that have company-wide applicability 


should then be tested and standardized as company 


procedures. 
AAA INNOVATIVE METHODS IMPROVEMENT 


Innovation involves a drastic improvement in the 
status quo as a result of a large investment in new 
technology and/or equipment!?, As shown in Figure 5-1, 
top and middle management must assume leadership in 
bringing about an innovative breakthrough. Construction 


industry top management must establish clear-cut goals 


10Tmai, p. 6. 
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and guidelines for research and development that deals 
with the issues that will enable the industry to better 
serve consumer groups and provide a competitive edge. 
Presently, support for research and development in the 
United States' construction industry is minimal in 
contrast to the amount of support that Japanese 
engineering and construction firms dedicate to in-house 
research efforts!!. The potential effect of innovation on 


construction activity processes is shown in Figure 5-3. 
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Figure 5-3 Effect of Innovation on Productivity 





linQuality Management Organizations and techniques", 
Consturction Industry Institute, Source Document Sa ۲ 
1989), pp. 64-68. 
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CONCLUSION AND RECOMMENDATIONS 


1 ONC HUST 

Total Quality Management methods can enable the 
construction industry to better meet Owner's needs 
through continually improvements in performance. TQM 
methods provide both the humanistic philosophies and 
technical procedures required to achieve continuous 
performance improvement. The essential first steps 
toward performance improvement is top management's 
commitment and communication of the need for improvement, 
and management's understanding that the majority of 
problems within an organization are due to the system in 
which work is done. TQM is not a program. Rather, TOM 
is a cultural change that encourages everyone in the 
organization to work together to identify and permanently 
remove system problems; thereby, improve quality, 
decrease waste, errors and cost, and improve the 
productivity of each process. 

By placing emphasis on better customer satisfaction 
at each step in the construction process, the parties 
involved in construction can continually improve the 
methods and procedures for construction. On-site 
construction activities are distinct processes with 


12 
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defined procedures for the management of construction 
2nputs, and with defined construction methods for 
transforming the inputs into a facility that meets 
contract requirements. The Deming/Shewhart  Plan-Do- 
Check-Act Cycle provides a systematic method for 
achieving and sustaining process improvements. 

The essential first step in the PDCA Cycle is the 
measurement and analysis of process performance data as a 
basis for identifying areas for improvement. Project 
Lost Time and Crew True Unit Rate data enables the 
project team and task teams to identify the causes of 
problems impacting the construction process. 

Separating lost-time hours from work-time hours, 
allows top management and field supervisors to pinpoint 
and address problems in both the system of administrative 
support procedures and Construction methods. 
Management's acceptance of responsibility for lost time, 
and the field supervisor's acceptance of responsibility 
for crew true unit rates allows the project organization 
to focus attention on improvements based on firm data. 
Implementation of the PDCA cycle using Lost Time and True 
Unit Rate data provides an effective method of method for 
discovering causes of problems and implementing solutions 


at all levels within the construction organization. 
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6.2. RECOMMENDATIONS 


Based on findings from this literature review, the 


following recommendations are offered for consideration 


by the construction industry: 


e 


Significant performance improvement can be achieved 
by focusing attention on the process of 
construction with the aim of better meeting the 


customer's needs. 


. TOM requires the support of all parties involved in 


the construction process. 


. The TOM approach must meet the specific needs of 


the company. 


. Training at each level within the organization is 


essential to the success of improvement efforts. 
Training efforts should address both the humanistic 
and technical aspects of TOM. A TOM consultant 
with at least a master's degree in statistics 
should conduct training on statistical process 


control techniques. 


. TOM implementation efforts should begin on a pilot 


scale, and successes should be publicized to 
gain full acceptance and understanding of the 


potential benefits of a TOM approach. 





e BIBLIOGRAPHY 


Alfeld, Louis Edward, nstr ion P وپ و‎ . New 
York: McGraw-Hill Inc., 1988. 

Crosby, Philip B., Yi 1 Free. New York: Mentor, 
1979. 


Deming, W. Edwards, Out of the Crisis. Massachusetts 
Institute of Technology Center for Advanced Engineering 
Study, Cambridge, Mass, 1986. 


Imai, Masaaki, KAIZEN Th K n m 
Success. New York: Random House Business Division, 1986. 


Ishikawa, Kaoru, Guide to Quality Control. 2d ed; New 
York: Asian Productivity Organization, 1982. 


Ishikawa, Kaoru, fa 1 T d Yi n po 
Englewood Cliffs, N.J.: Prentice-Hall Inc., 1985. 


Juran, Joeseph M., Juran on Plannnina for Quality. New 
York: The Free Press, 1988. 

Oglesby, Clarkson H., Parker, Henry W., and Howell, 
Gregory A., Pr avi Improvement in Construction, New 


York: McGraw-Hill, Inc., 1989. 


Owen, Mal, SPC and Continuous Improvement. Bedford, UK: 
IFS Publications, 1989. 


Scholtes, Peter R., The Team Handbook. Madison, WI: 
Joiner Associates Inc., 1988. 


Walton, Mary, The Deming Management Method. New York: The 
Putnam Publishing Group, 1986. 


"Productivity Measurement: An Introduction", n 10n 
Industry Institute, Publication 2-3, Oct 1990. 


ject Control For Construction", Constmi¢tion Thaustry‏ ت۰۰7 
Institute, Publication 6-5, Sep 1987.‏ 


Input Variables Impacting Design Effectiveness", 
Construction Industry Institute, Publication 8-2, Jul 1987 


75 





76 


"Cost of Quality Deviations in Design and Construction", 


Consturction Industry Institute, Publication 10-1, Jan 
1989. 


"Measuring the Costs of Quality in Design and 


Construction"; Constructio Industry Institute, 
Publication 10-2, May 1989. 


"Quality Management Organizations and techniques", 


Consturction Industry Institute, Source Document 51, Aug 
1989. 





VITA 


Lieutenant David B. Cortinas was born in Mathis, 
Texas, on 11 April, 1963, the son of Gilbert and Dilia 


Cortinas. He graduated from Texas A & I University in 
1985 under a "Summa Cum Laude" distinction with a 
Bachelors of Science Degree in Civil Engineering. In 


November 1985, he earned a direct appointment as an 
Ensign, Civil Engineer Corps, United States Navy by 
graduating with distinction from Officers Candidate 
School, Newport, Rhode Island. Upon graduating with 
distinction from Naval School, Civil Engineer Corps 


Officers, Port Hueneme, California, Lieutenant Cortinas 


reported to Naval Construction Battalion THREE. He 
served as the Assistant Alfa Company Commander, Assistant 
Operations Officer, Engineering Officer, Embarkation 


Officer, and Officer-in-Charge of a twenty man detail to 
Edzell, Scotland. Lieutenant Cortinas' next assignment 
was as the Officer-in-Charge of Construction Battalion 
Unit FOUR ZERO FIVE, San Diego, California, during the 
period 11 July 1988 to 13 December 1990. In January, 
1991, he entered the Graduate School of The University of 
Texas. He is married to the former Annette Dorothy 
Colbert. 


Permanent Address: 
207 Sabine 
Portland, Texas 
78734 


This Report was typed by the author. 





8 
~ 
ya 
bo 
T 











Thesis 

Cortinas‏ ۶9ئ0 

CE On-site construction 
productivity improvement 
through Total Quality 
Management. 





ER APTENT CLIE UL. et LT OTT ek Rar O AA DUDLEY KNOX LIBI 
er co > LEN i 








rr Ab dello نہیں‎ nal d ۹یا وو 8س‎ 1 

"oa اوہ حم‎ P we o" ee سر‎ j os jac کل‎ " her oni | | | ۳ IA | | 

ro? ںا کا دخ‎ pci 2 vL ew 9 یا ار‎ DE | | | | ۱ | 

A لا دی یا چو وی یں دیق خیب وا مان ہی ای سای اج‎ I ATI 

ere ree X دہ‎ (ei or "o Rr Ar pi LO DU 1یہ‎ het eben a whiney | | | | | | G " 
A سا ےط ری‎ LET ê, y mn 1 | | EL 1 7 

TOD A rr ORO rv Paro O AAA E | | | | | | e‏ ^ ابو پاب 

e rd en Ber 1 071 rr CARRE RT MAIN | الا‎ | LAN M y pm NS 

PASO di نے ویو‎ Satine NO V da! T 2 یی‎ 


وو شا رہ ا oye) 3. FW‏ جوف de iHe AA‏ رینپ موم 

AL ER tI E ا ا‎ CERTO A raen E لچ‎ 2 
un f, ا‎ D: ALI A ۹ bo De J“ vv ' » y c " M e . 

ERS d Ae A یں‎ regt. erie Ad: وس یت‎ OR % POTE v "VITE "i AA fie ys 2 : 

ears 4 E 


BEE ا‎ NE NE 3 2768 00011541 4 Ee WO 





oem e Series ond CET TEES 
po iidem ہ6 ,3 چم‎ 7 4 ENT nn O ا نر منرت‎ 
phat cote یی‎ et) SEEN sabre y ne > ee 4 h 
4 8 A P TU Om E ' 2 4 $ í d ] 
CD HE vu PEEL n la 1 Wer : d ae ا‎ 


VET. Lio. CODO Y A A dh rl he nth و‎ f« yt y 
0 de +8 RTO KR vt de TOU 4° 33 dea WD V Pia بای‎ . 5 i ٤ , T ۰ 
OE pr TER ET he A? E JL NE U my. vî n er a 
Y j . XR Mt eue Natr atq te wes wAfwt d XL v? UU E JU + ON E ® n "EP E A 4 
عم پک خی‎ N ا‎ ay دم و‎ QN 4 
> رہ‎ 00 edo یا یں ویو‎ OA 7 وو اون‎ ^ t : 
y . سو و یر‎ ۳ nra TM C ۳ de hy bh M 7 ان‎ ٠ پایة‎ Si x ' ۹ «eet 7 ' ‘ Pr 
reo he CAMARA NARA edam کش ۰ رن‎ hes pon V 9^ ETTA | + E .جج 7 4ة‎ et EL "TR the Y 4 ^ 
۹,۰: بی‎ É | Ad A chere ^ [T CN. ACTA re DL ach hu 4 4t — Q4 A. ‘ ‘ P " e : 
ت رس نول یلین تل‎ obedit tude ede Bete te} SEA سی‎ t wire PENECTUS ent fim al el P و رت‎ 1 , 
A M B T LL ME T ا‎ A ake a 52 ALY re PRENNE LE A E PT [AL ۰ ٠ n 
IUE CNN a tLe erbe ip a de re A AS deir hety ۸ ہے جس‎ hee M. e acsi SM رت وہ کی ہر ور‎ | Nm DE] [] Un. La 
Pets, ای ناو ینہ دم‎ ee fi وا‎ A i PC را‎ AAA pty HET ut 1 5 : SR 8 7 yt ^ . 1 E ss De 
:۹ چ, میوں؛‎ AT ha er اہر‎ UN o! IDEN P» rime UM i addita ii A ET 4 [a da ۰ 
era Haahi ابی‎ rt py rl ra ve Cs rhe 0 پل یں‎ NE mi p pea 1 اللہ و‎ ee EN ۱ ۱ 
ٹر یں رر رد تہ‎ Lm E Ee ut er " fie Ay ¿e Me Ye ir n % ja CEPURE T e 1 ۱ 1 
Sn ic Tree de res AAN PENE diced M n4 he ALICE ee wd m ر‎ ¢ mr " ' 
ہیں‎ EI T P TE DICTO UPS Sida e, A seers A ھ7‎ her PARO ESA 
ne: ee کی ا‎ am ch 9009484 سیب‎ AA ee es 7 t ^ 5 
Lali و‎ tae TES, VO enter [E doll! 3 PRA ہے ہی اہم بی نے جج ہر ہیں ہی اہو جا‎ 4, E) ^ ۰ ` n 
iind ut ا‎ ee LS wig 2...” ae OTRA A IA alas y. Ad IA e ; F 
ٹكئئی)‎ Ped n wv nn EEE a ا‎ e te 4 auo وہر‎ A MS Y A E ہار‎ q. یں ہت‎ & ne, D " ¢ i 
E o ACT bos "obla cage pe un ed T M LT 7 D Ag T رر رر ہے ہہ از رھ یں‎ ٩ ار‎ : I اا‎ A 
ENA Ne thr P pans کک‎ A t کی پاٹ‎ PIX تپ و ور کیک ہو ہو ہے جا ہر‎ UE TERETERE ۰ ri n xc i A 
a رو‎ Aue ایی کیا‎ APA 6.44 el: PO eee hs vor UN d hs den AA Udi nee کپ‎ ro e t 7 
نہ ابو پوت‎ NERIS CPT O ای‎ 4 ê. vi ut es rt ue TP Pn set "m ph t A pi @ 4% tae J ١ n 
EA ede کش‎ virt v4 ya sd, rM Per ؛‎ ۸٥ 6 و و‎ ke $9 8 «8 M LEM LR LECT i D N ۹ ٠ P 3 
T مد‎ Pt de EE RR en San PEN H MUERE ELE ER S TNT ni $. ' É ' ٠٦٦۹9۰ ' ' A 
OTD Oe a یی و‎ ICH ER wt COT Ano کو ہس وہ ہیں 5 کا‎ ER M ,4 "وت‎ 9۹8۳ ' a4 5 , 
ہیں‎ CN PA ERA 7 ا ا‎ OO سی‎ Y AA VE M PEN aux Vi une 4 EE ۴ ro ۰ an , "Ne F 
ES rrp r A DT 9.69 ا کا‎ UA رر ند ریہ آچ8 ا‎ ۹ E .با‎ n MER ۰ 7 
gr MAA ernie i 9 & V t a PT ا بج ولس یویب ا‎ rt ent 7 E پسم‎ A E 4 ' n n P 
weh po Sree ee ater کہ اھ‎ 1 ke LI Fic y do 4,49 os” le AT TA ا‎ ATAU n ^ AO uo " " p = P 
سی‎ aha st bon pele اس‎ py ea ار‎ Pe tegen ot barre dde O GE N OL rd O O a A OR: ۹ TE DIET 
A 2 pe لاس سم 2 ہیس‎ aber NA Lr CF PPA ay erai A fos ھت‎ eS. NA s A1. 4, "AL ELT 1 H Y 2 T LN UT! A ' 
"TT AME Bat TN EAS E DW Wn ae XP dat سی ہر یڈ‎ 213 7 6t [^ ا‎ 4۷ ۹ Ê wea ite پا رھ‎ wir P tas ‘ae? s d - 7 4 
aid Jam و یہی‎ a cu^ am o win, Fr "" a En درق ہیں‎ "T au wahre A A TL Msn 60 g 2 > 4 T ae 
CT TTA IL S M r PATE OTAR ia رو پور ہیں ار الا ار ہف‎ VET et رر‎ A yr: 4 4 
APTA لاپ‎ la > بن‎ eee) یت‎ A N Di merda? I Pe TU TI TE em Qe ae be TC ہیں‎ sni ںا کے گی‎ am rit دہ‎ TP r ۴ TT 
ار دس‎ se اس‎ webs Lone e a 1 ed LORD Ls pe th la PP. 1 e4 € du dug hp Ie نا‎ E. LEE T a4 D A 7 : 
شر‎ tres jo eat ar 10d dl te pP ts Ded et ptas e A (^ a 7 3 A L (al e etae E یسوی‎ TET py”. 7 | AT 
ud = ماما‎ HE رر رس‎ A اس‎ Pee oe %34 een ھی‎ f AR E SAO A E it “ur LAT QU. QUEE RE: r DEP " D 
Fra ck رص این تار و‎ p ا ا‎ pi^ Tm "TM DNE IE ms" 8 yA And M den te tj 5 LE جو‎ U r ١ PA 4 ' A 
بط میں میں‎ RER sana ا‎ A Euch TN ee der AA? Món 0و یں پا رر رو ا من نے ہیں‎ D ' p E] > 3 "a arat 
Vote ioe cae yy À Ahri- RAN GH aM 8 70ء‎ ent سم مج‎ 7٤ ‘ 4 
مد یمیس ہی‎ 1 IS E LT e Sa ie ren PIDE AE PLU deb Af ا‎ at 
enc. oo m. ہار ہر‎ n E MERE POPSET dex de END UT Le DE A 2 ¢ 
rhe: pe AE +4 "ec" ” ee اب سم سید ار یں ال یی ہا‎ LI, 
a 22. بے سد انی و و0‎ DL PART 0ت اس‎ re Nee e جح یں 23 کٹ‎ 4 
ep P DTP m ہر و‎ PTT 7 اود رر ا‎ ۴ er SN DI A er یھ‎ X ۹ 
TE اہ یں ررش زی پا لا خر‎ P Pedo EIE; ee v na ee لی‎ P PI dt EA 2- a 4 
جو و ہی‎ we ie: EPA] زار یں‎ 2 DENT] NM PT AP ہیں‎ A T I" AD ہہ ہایب چ‎ 2۸ " B 
و ای میں ہر لو ہر‎ ANA SS qeu x ۹ ای رو‎ y ee 7 
a re ER LOI Am rt he n ECCE 0 Laca i P E. deae M ry e 2 
Ss * Ta RF 1. ^ 


perno ddr td ا ال‎ r CAY era TA یں‎ 
een dd »e pare omy 1 ey REL "I PORC Oen ٦ $ 6 
xt L deo 


pt Ll rt LOCO LUE TS HD 4 rmt Eu [EL PIE m Nn‏ الو سد رق اسب نت 
Uh, et ER PUR BO IA d vus phar vr C. TG sli a 4 lo‏ 
E om RT I" f‏ ا ال esl E (fre Map Che 97 TE EE‏ 
En > CO i‏ لوان ES MT‏ یوین ہہ "و 2۶ eL paar Wehen: 4: P LE ER “i PEN‏ یت Je oh ae‏ 
E‏ 1 " اود یی ey or eer: 2 a “2 rfr P ww mé - teui X ^ d ai‏ لفت DAS T ad‏ 
١‏ مھ art P TPT)‏ را دہ رر EES A can TEE: «Le out ROT af‏ رھد 
a Beh‏ کیہ رو ١‏ کو ہی رے ists Ds N y a NA E 2 - m i yrs LIE EL H‏ 
Mm‏ الہ لیا HYS Er $us‏ و AS ee e “6 Zr v uw E dro fi‏ 
ees ed > eb od MS, i fo doe POP ۴ ie TRAT v M vt‏ 
M.‏ ا EL‏ ہو Y A AN po‏ ون C d» Uo» d e ONES‏ 
era 0 PRORA Dl ger DW PATAS Ch ADOS‏ 
e Se À 3 ik",‏ ا کی ee oo 0 D OE TER a eh BE > $ dri‏ 
A409 E DN 4 4 7 2‏ ہت pe "ans ri le mese r yp LI Oep FP 3 tae‏ 
EE? * Mp NO TEN we TW ARE M d "n ML BAEIT hs O 4 co WI. L , s 4 } L "TC EE, ۰ ' H‏ 
T $5 Jor d^ A 1 Hes "n wand‏ تی جار b rwr e or. CETE ATT] zot UT E‏ 
" ۴ " " | ھ2 ue uy wid sy PF PÈ A ML a i‏ یسل ad‏ ہ8 Tet eee 7 PPM RS 5" PTR X Su‏ ہے 
rE de 7 B Pe x ieh wo oe E wh d me t "t 4 ¢ te‏ ا mn EAS rapit: ER‏ 


TT ETE si url wee Paar oa mL ej $ E JE . که‎ 
sper [re IS AE Ris PLANA ze: * Y hs TN BU HE, wt ") 7 a 8 A A , 
4 ut ay fs IE RES AA یں بر کک سو‎ FE m M "Sh é را‎ e T ہج‎ PETHE s vd ا‎ / ‘ * 4 een te " e. 
PS M rien: the e AS thm dd EP Mise dar Yos on 4+ 0 + ¿ho de pry ۰ 
re Seda un SS 
P MUST RT TU (ESTA IA ELT | C MERO Jer 
y ps کی 14° مر ك۶‎ Sat AR TRE 
بت‎ E SW x ^ 4 mn ES انل‎ ys ı4 se 
> te ik ا ا ا تا‎ a 4S WARE 276 پا ا‎ as dd a اتیگ وا‎ Ye? sele 33 x 
E UE Y al roy اکر‎ ui IPIE تقد ٹر نت‎ 2 
مر‎ ia m imei c nde "d ر‎ yd » mr ھن‎ «grid T * Ws 
f TS P T LI fot whe $e «nó % * ' 
! antur NS ای ری‎ e PALOS eth d ELLOS T 305 LAN. 
یں‎ ts. لیب‎ HE ایس رما‎ PRADERA d 
que ماد کہ‎ Li Rr LOG dr E IM RUN, ete Ar E NO Un bx A 
وین و کا‎ EE اس 0 ات ا یی‎ a 4 1 
Rc RAE é ui 8 sind EN Ad» A Y e 
T: OE IL Luv UN HE : S eii PEGE J 1 7 
ظا ا نا اج‎ ٠ "I اش‎ y ce فدہ‎ Her i 
i-o "A Janis 5a HI MD IPC ER: 1 i fe 
یں‎ PENTIR PESENE AI ATA ا‎ 
رد‎ S IQ OD AGO UTI ONE TE 
p. 


^f E FEN : j 
ای[ ا کی و ا‎ a RL at 1 Ne race t ier 
Gee INE i E Li UU CDM LEAN Mr ا‎ ‘ in 
1 











































» 
r 
۰ 
2 
- 
“+ 
P 
۰ 
4 


















LT وا‎ 


ہا 















یں ا O‏ کوٹ ا وا 
ur : : HE,‏ حر NS > ve‏ ^ 

s DE m he ad = e یں‎ Ado IM eh; TE MNT a i +i 4 is 
Sey Cees Jin: IE TOS ey ha Us ie ERU Ea AT a KC 
PUDE E ut > ا پا‎ gf et a El 0 ات‎ ae 7 
2 e MET T ۰ ۱۰٣ P A 

Lore jp UNE PE Ua OS TOO "veu e 2 

E Yu یل‎ TA ae APS Pah A ge, 

y e PAR ڈو نکی‎ PM OS Ki 











MM 


EXT 


7 oe 


a چا‎ 
T. 






q 
uU" 
p 


aa 1 ARCH X Ms le FORTE ER the CE "ud‏ واو 
ROTE el DEMON": $ DE‏ 
Md Nie Ru x uS T AAA aiu Sam ue y‏ 
چو 2 - pt pe HB n "T QoS‏ و IAM‏ 
a rt O‏ ا 
Es Rec SEEN A‏ ان ENA RE ait‏ 
EA wt CECI IGI CRIA Y‏ 
a PA‏ ا رر یں یب gnus Fr cri,‏ 
v y [AU A AY, EU cpu m bu 1‏ 
a Md a‏ 
نا ER‏ 1۔0 













ٹیس 















1 

D 

ELS D Vt ment‏ 0ج 

LJ es ناو 2 جا‎ y ۹ ۔‎ : 

a * ~ & ; 14 l . A‏ کر نیرت 
wer‏ ا , T Pee ELM NA b eit DUM ARTE ER m TOR.‏ 

7 a AUT k Hj: rA ۶ bi .م‎ it کے‎ . tu 1 A E ۹ d 7 " 5 

Drs à S EAS ۲ Á ۷ ا‎ 9 


IAG: 
a d ٦ 
پل او‎ 
لوہ‎ 1 
EDI pn E REN sy 
RA s de ee Am DEUS 
O A CS ae 
الد‎ ESI VU AL ar AE ا‎ a E] " Ri ۹ 
نا‎ ow SERES ré AT زا ہو‎ 











x 






E EA a iy T MT. ۰۰ھ‎ 9 K j 
V" ` O P EY Ser ل‎ 1 a pe 8 Gey de VR FT Jets ] . 
ENS I ae ar Da H rtr her ون ہیں‎ F Tu d 121 9 «y U gd as BO یا‎ Y pt SEI 
w1 E ۳. ری گا‎ n ¿OO g RIS A 
y ER ا‎ í ASS W ا‎ Ses ; id b AEA Pir 4 ay rc e ار‎ i | 
uw ab Lt su. " Vi . > de hn ao. eG 7 n 
TERR A STRE A او کو‎ t f et 
dem DR OE URN AE Bl 
ere rt e y ٦ pont DILLO d 
PE luu FU "59 DHT A N TID ER EA] Wo n. 
SA 0یو‎ 5 T x erreur ee کو‎ yu را رر‎ Ys "I 
P ELS AS Ah apes A SA DS PELLUS نا‎ 



































ars 

Pury ان‎ od Sud کی ری‎ 

c AS T E‏ بر بب 
LI‏ 


TETN 1 | 
A پا‎ e d E "a v4 mra wm NS X h \ AS 
بت‎ SE او اح دو‎ DL MA y : at P eM E ET 2 Jm A اپ وی ای‎ 4 
iji ا اکا مایا‎ ve یں‎ OS اہ یی یں ا ڈو ا ار‎ 
ام کسی پر ہیف‎ PITE m Py iti EE THE E ا‎ q 
ہد‎ a thy foto ae ie tie aN Ia E Rr Ca 

Lm e E Ag D 5 P P ^ $ 5 اہ‎ 5 
d A A نود‎ ANN AFAN Iie ۰ h اروام‎ 7 nn X» ys 4 1 M NS 

0 


am ZO ہی‎ IDA 
uu LENSE IS 2 ix [SPI رید‎ HEISE IT) Kama بس 4 اس یا ا" ہہ‎ JT ٦ 
AA O ری اروا‎ ie CE Dase ue EE EN ا‎ 


Pees رو کت‎ y ap LE O آ یر و‎ EIL MET t Li PP S : d ۱ 
مکل لس‎ dE 4 AN دج‎ eee Rs ات‎ sin N^ Ne LER AUS ۲ BEN 2 DUX v 0 NE! fare d Ey a PN r 0 8 ۰ " ` A r 
7 کر یف‎ $ Pi 


Gas Rare a NS lem nnnm TID | Maia: dr Ar T: "ux EM P er u a LT EL S “er LW daf An [EE d | Pr} " 5 " 

M RU دا ا نا می جا = لئ ٭‎ va A ^i E "Iur VENCER LT $ ہج‎ E 

ses yi EN) Hn ام‎ pty 0 i ری‎ b Pt Nn. A SOS eee C» 

A id ہیں‎ at Ri AA Mar REATO کور‎ IMS ET ETETE S TEN eur d: 
LU 


4 "4 
LT wes n ETT 1 H 1 TID 

WT MEA A ee N RUN Dur M T Kor 2 Y JEN RA Muy AT PE N H 1 
MERC PPM a nit FAA e ier IL 3 ا‎ y ate? و‎ 1: A 4 uw bo. 
Lire RU dE a و ا ای‎ A [e SH e UK BLAST Ke now a و‎ RU 

] ^ 7 1J Er 1 eu [u LET N teva t'a 
RU نا‎ y ets ا‎ M m A etr E» 5 EN m. 1 p" Mte es TU s { Ihr da 


ris al n امن‎ um wu 41 Stee od! 001 رر یں ۔ سوک‎ 
تا ای ا‎ I E Mor pr بی‎ ODE mS te t Yeah se Pe red 





































P : 8 NOR OH. ae Pina ds 
۴ [ 4 se ا‎ . EET J PEE 71 ٹیہ‎ TO °6 LRL 7 1 mu PUE 
ا سر کاردا شیج یش‎ ues . ES di, RN UN ٦ + یرہ‎ LH کل میں‎ 
کی ریا راد ناما بد بی مد یہ‎ Pe, 00 CIT RIS NA su a P) u. E ۴س‎ nC" 
PLE Sobre. Mal DD کیک‎ He T ISDN رج‎ A Ges‘ "LA یا‎ Ni jte at 
ete tac) G من ور ا‎ $ Y Es x“ SNE AUN: x و‎ ۹ ji M NE : qr ae 
3 UY 2 [] ۹ پر‎ d e : wie ا‎ * 
ملہج‎ S T n ۰ ا‎ S اہ‎ RG, y yita E N E 
DAC TID 
















jr می‎ ei sk D یں‎ E RETO 

i EC A Parade Io GUN ےار‎ RES EST Ar lie d 

UL raa n ZEIG یں‎ on EISEN S des اب ای کی کی ا‎ R W 

en ٣اسی ا وٹ‎ e لف رر‎ P ef IM waa "PEE 3 

N ا‎ H S q os a: 0 si s کر‎ " Re thy یجان تر‎ BR KD Ran 
VS M A iE batt hd 5 9% لا ابی‎ y نجیر ھن ہو‎ e A te vt. رہ‎ 
3 ا‎ werte 3 E d.t gun او‎ 0 bus i y E ick Ala s" No b « 


t 
y 
La KB GSP D * ROTA چم‎ sivý% 4 e قر‎ i 
کی ڈور زنر رس بط ا ا ا و ا و اتا نت نہر رق ات وم رض‎ e 1n کی‎ M ie ano: de A Ar ENE p we nm LES. ( سر ہف‎ "Lo lm r E 
2 d 


0 F ADI ri 










Pi J |] A‏ 77 رد 
DOT iy ay 0 ved i e ‘€ CA |‏ 








LD nome als Er: کک یں او‎ mt: e mus te A ما‎ aM a A Û rac oot > eee r 
پر ا‎ DA Ger PTA یکو یر‎ ev کید‎ 
وص‎ Ep m pesti pM 5 یا‎ 





LS II. “ pe sah Nie ae) E AA ام‎ i vw, f 
he DET aD eR erg o No NS A ا‎ | 
TOUS NI erv à Me y A T] ہی رر رر ہا‎ Y Pepy GM DEUS TU ۹ pi | wr e «* E NLIS - n N : 
tert nh epee AEN “a en LE AN p xr DER yey DU EI E اہی‎ eh ey s 7 n 1 f e A DUUM i ٦ , E b N 
ab ہیں ا ای | ور بدا کم‎ PN A DE 7 ا ری وو اہج‎ dye P d EN DIM y y m ٦ m 
ساس‎ AVC Mt ALA ںا‎ ‘a cheery ffir non یں‎ A A O CO A AÛ AF oo 
proa ا‎ S اش نگل بی‎ RR ANGE DER UN ا‎ ir K ا کو می ںہ نیہ با‎ s * du TID 
ba TOTO hee Lie. eee tb te Cail "mr diph fuk de EA “ft |J sa 

TTS دی سی‎ .۰ we po 5 کی‎ T "m 

La 


ea D a = ا یں ا ٹچ‎ OPTA جح‎ eto E vl و‎ 4 01:777 À ۱ 
vore ur T PRL CELER e HS zn vide 5 pO at e pem EN ST ET b 5t E gr ٢ " EO to.» 














IA TS 


MN pa SSI او ا‎ rub vie TORIA e Qd ai کی‎ [] 
7% 


uL 






TI voee. de "nr y "er Ph NS i "wy hae RE AA O DX $ : 
dp be qua SEDES an Per BP Su: ریا جا یٹ آپ :وڈ ا‎ OIL کو مو رر ہر رر نو ہیں جآ‎ [20 ME LC, 7 " ‘ à DT 4 
ا اا ر‎ MR ار ری‎ wey a DEY SLIT AL EN Pie OTARRE FTIN "rn a پر 'ہ٭م پ‎ » A * oq 
پیوس ارہ‎ dem A 7 weed Aran: نار سس بل ا اس‎ ka aie cope hk ] يا‎ 0 "IPC M O ve "T ^ Pr 1: hse 9 g 2 5 5 » " 
mrt utd [7 e 4 TUM AA y GET PLE EDU ۰ 1 * : i 
V peat 7 wae , Sepp TEA B 7 
PU Um anb jan y; 


pu. pd pe wen e ۱ mS re T cea 

> e ااا‎ t y DA ie کی‎ wi 

S Ak AU L y N PE ER «gp al da: 7 TR N er‏ یہ اوس EU EE ite‏ وھ 00۷۰:۱9۱۹ لاب۸ جو وم بے اش؟ 

ete pU EN ce I KS SLE d on *oeduvi e cv de qw ۷ deze ay lea Veri. m. | 7 : j P 

e al )۴ eas IP TA re Fé Feier p vr ru P MH 00 MLE o ris ES TM تم‎ te (zii o, ¢ ELT BD ۹ TM y EL "T 4 

enen سو‎ wur. te oa di a ئن‎ RAS HED of "LE UE TAN d 25 یہ‎ ° IE TE اپ لور رڈ رپ‎ Heyt n D oU. "uc, ۲۳ " " tie - ۰ T 


NOTE ALA rare etizqta dian HV PIU fe el EAN i5 V side "LI "worn n 01, r $ 
LOS I 7 ند‎ Vek et ED SEE ET U rate EDD LONE: Vis nri we اچ‎ N w 5 b 
۹ (چا:ی ۰٭ا‎ d bie E پان‎ 6^ ES, E P| ya te و‎ reid ‘OH e pr RM è m hr ee e + E M * y ۴ 
یی اد ور ور ا یا ا ای‎ ub A DE u Pot aná ie MP Y کہ‎ ye 42,15] ir "UP PDC UA " ' EA E ) 
mde oa SL CA بیو تس — ا مین‎ toc V ابد‎ y ¡E m dba ie Un یں رن‎ pia a a 3! i Ay ÇN qe 
mE DI لزا ریت‎ M Dn UNO OT ime els aed ee ا‎ ES ODA AT ae 0 Hn pi "SP nbn Er GITE Ir ۵ ,ا ۹ ا ات کي‎ " E ^ 
Pe T ETE ANSA DE AA es LL en m AR ۸ "d Ph LX qu: 7 ار انیو‎ TI "T ۵ i 1 , 
ACM نز ایر‎ wy sts few EARN wg NE ns 0 E oy Pity Wier be At E PU EA k A i Li DE LL > د‎ 
Dt en E A A! ۸1+ می‎ ie Besse ¥ ered ال اب‎ mb YER way tty sí 
TII AL UII oae es e GE A Hw d Kata RE A E DIEM EI n nd : D 
EAU Y? EUITIO ا‎ Tae tomate 4.8 XM با سے‎ FSE Y IO 
en ren empero e TAA EO vb PI Perm n et A GT das 
A “e ا‎ nn او ا ا‎ D 9 سر یں‎ "i vt ox ow E er 
LR A O ware AV Sad “ HH یف‎ ۵ igh Pe E eN 
EDT LE AM Dc PA roe wt iut mam, oa tet v SEX 
LIE 
A 





































ERGO ES 7 را 0 ایت‎ ra Le 
D Ll 4+ e O vibe yl 
oh الج‎ ES ^ i^a etg qu PNE I 


LE D Men Ve tb ee ¢ 
نین یں‎ AN Vi ES AA kes 


bn eon" or em" et y Er da ا‎ 
a E مت‎ Veios! p PERS [x ‘en 


Lit " Lh. eq e A 
Loca اسر‎ LIED ےد فر لدم‎ REI اک‎ ree 2 الیم , یں با ےق‎ 
ee 


Seagal, ET AIT R CLR HS P‏ ہو یف 
OS AA ME‏ دو لی mm, EN‏ 
Park tel TRIP TEES‏ مم e‏ روب وم N A 4 E‏ پک سا A DA do a‏ 
AA AA HRR uA LEG‏ 
ATA f v‏ ا ke EM lle‏ ا ا E‏ ا ne ard‏ 
پگ Fam I ud ۹ LA" ER uL 4 II‏ 
SON > 0 '« ete’ ]‏ فو مم یج 5 d Ye OTE z "Shin‏ ہش tmr v Chipeta!‏ نتر میں 
Setup pest en Pt m ER ER ACT CHE RR se T‏ 
Aa‏ مو یا NIIT TS Pre e ne‏ 
E ۹7701‏ و Te "e Debes Ci sra einig E ae meet‏ 
a di AL A - NOE T u‏ اریت اکا یی 
p‏ اخ re List Saw M rt A AU Scd A dt he OIL STRIPS‏ 


OL ELS TET TAS eae ae “e te RNR Bnar ٦ 


I HER Zu, ¿UD er een 0 man 





Dro 










RAU 
کان‎ ieri pei oe puta 
ars "n je we SE EU KD: 







Los STE TEGO 
qu P aut PN 
Cn LUI 

"SC" 







